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(54) Title: INFORMATION SYSTEM USING HUMAN RESOURCE PROFILES 
(57) Abstract 

The invention relates to a system for use as a source of information and for providing to a user who makes a request for information, 
an answer to that request. The system includes an information library which includes at least a human resource profile source which 
typically includes details on a number of persons to whom the request can be selectively sent and from whom an answer is obtained. The 
system selects the recipients of the request on the basis of the human resource profiles and can also store answers and other information to 
which subsequent requests can be referred as well as other selected information sources. 



AL 

AM 

AT 

AU 

AZ 

BA 

BB 

BE 

BF 

BG 

BJ 

BR 

BY 

CA 

CF 

CC 

CH 

CI 

CM 

CN 

cu 
cz 

DE 
OK 
EE 



Codes used to identify 

Albania 

Armenia 

Austria 

Australia 

Azerbaijan 

Bosnia and Herzegovina 

Barbados 

Belgium 
•Burkina Faso 

Bulgaria 

Benin 
Brazil 
Belarus 
Canada 

Central African Republic 

Congo 

Switzerland 

Cote d'lvoire 

Cameroon 

China 

Cuba 

Czech Republic 
Germany 
Denmark 
Estonia 



"Ok THE PURPOSES OP mFORMATlON OKU 
— — ^^^^^^^^ 



ES 
FI 
FR 
GA 
GB 
GE 
GH 
GN 

GR 

HU 

IE 

IL 

IS 

IT 

JP 

KE 

KG 

KP 

KR 

KZ 

LC 

LI 

LK 

LR 



Spain 
Finland 
France 
Gabon 

United Kingdom 

Georgia 

Ghana 

Guinea 

Greece 

Hungary 

Ireland 

Israel 

Iceland 

Italy 

Japan 

Kenya 

Kyrgyzstan 

Democratic People's 

Republic of Korea 

Republic of Korea 

Kazakstan 

Saint Lucia 

Liechtenstein 

Sri Lanka 

Liberia 



LS 
LT 
LU 
LV 
MC 
MD 
MG 
MK 

ML 



Lesotho 

Lithuania 

Luxembourg 

Latvia 

Monaco 

Republic of Moldova 
Madagascar 
The former Yugoslav 
Republic of Macedonia 
Mali 



MN 


Mongolia 


MR 


Mauritania 


MW 


Malawi 


MX 


Mexico 


NE 


Niger 


NL 


Netherlands 


NO 


Norway 


NZ 


New Zealand 


PL 


Poland 


FT 


Portugal 


RO 


Romania 


RU 


Russian Federation 


SD 


Sudan 


SE 


Sweden 


SG 


Singapore 



SI 
SK 
SN 

sz 

TD 
TG 
TJ 
TM 
TR 
TT 
UA 
UG 
US 

uz 

VN 
YU 

zw 



Slovenia 

Slovakia 

Senegal 

Swaziland 

Chad 

Togo 

Tajikistan 

Turkmenistan 

Turkey 

Trinidad and Tobago 

Ukraine 

Uganda 

United States of America 

Uzbekistan 

Viet Nam 

Yugoslavia 

Zimbabwe 



WO 99/39279 



PCT/GB99/00128 



INFORMATION SYSTEM USING HUMAN RESOURCE PROFILES 



The invention which is the subject of this application relates to a system of 
information storage, information appraisal and information retrieval and 
provision which is provided for users of the system, said users enabled to 
request, receive and, if selected, provide specific information. 

The invention is provided in the form of a system which includes an 
information library comprising of a plurality of information sources which 
can be accessed via the Internet, Intranet or, within organisations, via 
interlinked or networked computer systems. Thus, for example, a relatively 
large organisation will have a centralised information library which can be 
accessed by its employees. 

A common problem with all information libraries is the difficulties which 
users face in trying to correctly identify the information which is sought and, 
once identified, specifying and framing the request so that it can then be 
interpreted by the information retrieval system. Frequently, and unless the 
user is specifically skilled in the information request procedure, the request 
which is sent to the database from the user's terminal is incorrect and thus 
the information "hits" which the user receives from the system are largely 
irrelevant to the user. Thus the information library, while it may hold the 
required information is not used as the information is frequently not easily 
or conveniently retrievable. 

At the present time two broad forms of information systems have been 
developed, Database systems and Information Retrieval systems. Database 
systems rely upon definitive information types and require specific requests 
to be made such, as for example, a database will hold a telephone number in 
a field which is known as "telephone number" and can therefore be 
definitively catalogued and stored for relatively easy retrieval. 
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Informauon retrieval systems relate to less dearly definable material such as 
for example, a series of numbers which could be a telephone number but 
could also be a number having another use or meaning, can be processed 
and remeved from the ^formation library by using less closely denned 

intormation requests. 

Thus mforrnation retrieval systems allow the user of the information library 
to specify the object of interest rather than the specific interest However a 
continuing problem is the need to ensure that the information which is 
returned to the user is relevant to their needs and to avoid the need for the 
user to look through a list of references, only a few of which may be 
re evant to their needs. At the present time there is a tendency for 
information received to be "all encompassing" and this does require the user 
to sort through the references given. This can be time consuming and 
stating to the user to such an extent that the user may, in due course be 
prejudiced against using the information library because the relevant 
intormation is so difficult to reach. 

The aim of the present invention is to provide a system including an 
access** information library comprising a number of informauon soles 
and a means for ordering the sources and accessing information from the 
same, whtch allows requests for information to be directed towards the 
most relevant information source in response to the information request 
thereby tmproving the relevance of the subsequent information provided to 
the user. 



h a first aspen of the invention there is provided an electronic system for 
Ae proven of information to a user, comprising an information library 
havtng a plurality of information sources, a. least one of said sources 
compnang stored information, a computer linked connection » said library 
by whtch a request for information can be made by a user by generating a 
request, a processor for processing the request, analysing the sam7,o 
■dentrfy the request and address the request to the information source or 
sources m the library and identify the rerom information to the user ; and 
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wherein the information library includes at least one link to a human 
resource to which the request can be passed. 

Typically the information returned to the user is any, or any combination of, 
information stored in the library memory and/or links to the sources to be 
contacted. 

In a further aspect of the invention there is provided an information system, 
said system accessible by at least one user by inputting an information 
request; said system including at least one information source, comprising a 
database of human resource profiles, each of said profiles selectable with 
respect to an information request 

Typically the human resource profile or profiles is/are selected with respect 
to the relevance of the human resource expertise and/or interest to the 
subject matter of the request. 

In one embodiment the information request is in the form of a series of key 
words, letters or phrases which are indicative of the subject matter of 
interest. In an alternative embodiment the reference code input is a series of 
characters which are recognised by the system. In a further alternative 
embodiment the information request is based on any of the information 
within the system. 

Typically the human resource profiles are assessed as to whether they should 
be altered. 

In one embodiment the human resource profiles are adaptive in response to 
requests for information and information supplied via the system. 

In one feature of the invention the human resource profile is dynamically 
created by profiling various aspects of the human resource such as with 
reference to any, or any combination of, another human resource profile, 
multiple human resource profiles, other information library source or 
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information sources external to the system in order to support them most 
effectively in their interactions with, and through, the system. Similarly 
other information sources such as news-feeds, web sites, databases, email 
lists, previous dialogue and the like can all be included in the information 
library of the information system in addition to the human resource profiles 
Typically the dialogue information source relates to previously submitted 
requests and answers and/or information. 

It is a preferred feature of the system that profiles are updated on an 
ongoing basis based upon all available evidence. For example 
reports/emails/memos written by a human resource, dialogues in which 
they participate, news and information feeds to which they subscribe 
satisfaction with requests they have answered over a period of time the 
success with which they have answered questions, the number of questions 
they have asked, are all possible factors. As new information becomes 
available it can be incorporated into the profile of the human resource so 
allowing the profile to track the changing nature of the human resource's 
expertise and interest, both of which are aspects which can be analysed and 
addressed with information requests. 

Typically, each request is sent to a number of human resources, but prior to 
this it is typically the case that the other information sources in the library 
are first addressed to assess whether the answer information can be derived 
from there. 



The reasons for sending the information request to a number of human 
resources can be that some human resources, despite their profiles 
indicating the contrary, will not actually be available to answer the request in 
the required time, the matching of the subject matter of the request to the 
profiles may not be perfect, and multiple human resource recipients means 
that the chances of at least one appropriate human resource receiving the 
question will be improved; and among the human resources 
appropriateness may vary. Preferably, all of the human resources will be 
aware of who else has received the question, and so have the opportunity to 
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arrange amongst themselves who will actually answer the question to 
prevent duplication of work; some human resources may take an extended 
time to answer, and during the delay, another human resource may answer 
the request, so that the possible delay in an answer being generated is 
reduced. In some circumstances multiple human resources may decide to 
answer a request and so provide multiple perspectives on the same subject 
Therefore, a multifaceted, more generic, and thus more useful response can 
be generated. 

In one embodiment each human resource has a credit rating and each user 
can have a number of credits. If the user has sufficient credits to match the 
credit rating then a request can be forwarded to that human resource; if not, 
the request will not be transmitted to that human resource and only to those 
human resources with a credit rating which can be matched by the user. In 
a further embodiment the user can decide to select the credit rating range of 
human resources to whom he wishes the request to be sent 

The two primary subjective aspects of the profile when generating a profile 
for a human resource are Expertise and Interest; and these aspects are 
generated primarily from analysis of documents. For example, the contents 
of reports generated by a human resource are taken as indicative of their 
expertise, and the contents of Internet newsgroups to which a human 
resource subscribes is taken as indicative of their interest 

It is recognised that both Interest and Expertise can be made up of multiple, 
possibly overlapping areas. The actual content and breakdown of these 
individual areas are recognised as being subjective, and personal. 
Therefore, the system allows a human resource to group the documents 
used for profiling into areas in an arbitrary manner. This provides a 
mechanism whereby the relative numbers of documents available in each of 
the areas can be normalised. That is, although a human resource may be 
able to make available ten times as many documents in one area than 
another, it does not necessarily follow that the human resource is ten times 
as interested/ expert in that area, as a weighting is attached to each so that a 
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human resource can input and identify their relative interest/expertise in 
them. Furthermore, the human resource can differentially weight individual 
documents and groups of documents within an area to reflect their 
confidence in the appropriateness of them being indicative of their 
expertise/interest. 

As an ongoing development of a human resource profile the system can 
automatically assign documents and responses to a human resources 
subjective profile and assign values to the objective aspects of "group 
profiles" i.e. groups of which the human resource is a member. The human 
resource can, if desired, manually assign additional documents from within, 
or external to, the system as they see fit, at any time. 

Typically, the manual addition of documents is done with the system 
automatically arranging documents in a subjective profile aspect for each 
human resource. Further, the process is not restricted to simple additions 
of documents, as full dynamic manual and automatic editing can be 
performed. 

Dynamic profiling of a human resource can be undertaken by the system in 
response to use of the system and use by the user of the system The 
dialogue entered into by the human resource, developed texts their 
workload, work rate and level of performance can also be taken into 
account 

One important source of dynamic profiling information is the question and 
answer dialogue entered into by the human resource. The system can use 
the contents of dialogues as evidence of expertise for those human 
resources actively answering questions, and use them as evidence of interest 
for those users asking questions, or for any other users registered as 
interested in the progress/outcome of the dialogue. These documents can 
be selectively incorporated into the subjective profile of human resources 
immediately and on an ongoing basis. 
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The workload or work rate analysis typically takes into account, for example, 
the number of questions that a human resource has answered recendy, or 
has been involved in answering over various periods of time. It will 
indicate how "busy" a human resource is currendy, or has been at any 
arbitrary point in the past. Thus the profile analysis can contain the current 
number of questions provided by a human resource that have been deemed 
as useful/appropriate by the user asking the question. It will provide a 
similar metric to that of workload over similar periods and at similar points 
in time. 

In use therefore when a query is raised on the system according to the 
invention, the processor of the system analyses the query and addresses the 
information sources held in the information library, typically accessing the 
sources in a sequence which may, for example, start with the system 
database in which will be held replies to previously answered questions, 
then, if not successful, internet news groups and then, if not successful, the 
information source in which the human resource profiles are held and 
identify the most relevant expert human resource or resources by reference 
to the human resource profiles. The query is then addressed to the expert 
human resource or resources e.g. by e-mail or other method. The expert 
human resource or resources can then consider the query and answer the 
same and return the answer to the system for storage and transfer to the 
user who raised the query. In a preferred embodiment the answer provided 
is stored in the system database such that if the same or similar query is 
raised at a later date by a user of the system, the stored answer will be 
returned to the user and there will be no need for the request to be passed 
to a human resource or resources to be contacted direcdy, unless for 
example, having received the answer, the user raises a further, more detailed, 
query. 

Typically, a human resource can be any person who is contactable via the 
system and a system user can be an administrator, a user with a human 
resource profile or a guest with no or zero human resource profiles. 
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In a r^ feature of the , ^ of ^ ^ ^ ^ ^ 

human source profile a. the time of first use which is represent of me 
teques, raised. Thus, if 4a, user continues to raise revests in relation to a 
pamcular field and receive answers, then ihat human resource's profile will 
develop to indicate the increasing expertise which they are developing in the 
paracular field. Thus, i, is important to note that although the information 
bbrary can include human resource profiles when initiated, once the system 
* m use, all users of the system become potential experts whose details and 
profiles can be held in the information library and can be accessed when 
quenes are raised. In practice, many of these "experts" will not receive a 
ouesuon as their profile wffl indicate . low M of ^ 



In a yet further feature of the invention and in particular where the system is 
m use m an organisation and the users are all drawn from within the 
organisation, the profiles fo, experts can also include an indication of that 
persons position within the hierarchy of the organisation and/or level of 
workload. Thus if a particular expert is indicated as having particulady 
strong expertise in a particular field bu, also as being the Managing Director 
or havmg , particularly busy workload a, that time, a question which would 
normally be sen, to them can instead be relayed to a human resource with a 
lesser level of expertise bu, with more time available to answer the question. 

It will be appreciated that for the system to operate successfully, answers 
must be provided fa a timely fashion. To this end response times can be 
recorded and, if found to be slow, reminders can be sen, and/or other 
pressures brough, to bear such as for example, threat of suspension from 
use of the system. 

In addition to receiving a question and in the process of answering the 
same, an expert human resource may simultaneously become a user 
ms^much ma, they may also raise requests in their answer, with said queries 
-lysed by the processor of me same and Emitted to me appropZ 
human resource or human resources. 
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In use the profiles and information library and search processing are based 
on the use of conventional information retrieval probability techniques 
utilising algorithms and representative means to allow the queries, 
information and answers to represented in a manner which can be addressed 
and interpreted by the processor of the system. Thus while the technology 
to drive the system may be known, the application of the technology in a 
manner as so described which makes the system of the current invention 
distinctive and adaptive and therefore a significandy more attractive 
information tool for users. 

It is envisaged that in a preferred embodiment a human resource can, at any 
time, view the contents of their profile. Where appropriate, the human 
resource can also edit them, in certain situations. For example, a "general 
availability" aspect can be changed to zero when a human resource feels 
they are too busy to answer questions or to be involved in discussions, or 
alternatively a "security level" aspect can be viewed but not changed by a 
normal human resource. If a human resource feels a non-editable aspect 
(such as security, performance, cost) has an inappropriate value, then they 
can appeal to a system administrator to have the value changed or have the 
process of automatic updating modified for their profile. 

The subjective aspects (e.g. Interest and Expertise) can be made up of a 
number of weighted areas. The number of areas, and the weights 
associated with them are visible and editable at any time. A human 
resource can view, appraise and modify them. For example, by deleting an 
existing area; adding a new area; changing an area's weight. The areas are 
made up of documents, each individually weighted. A human resource can 
add and delete documents into/ from an area, and can change the individual 
weights of the documents. 

In addition to the expert's information source, the other information 
sources can also be given profiles which will contain many, but not 
necessarily all, of the same aspects. For example, a ticker-tape style 
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newsfeed may not contain an interest aspect but can contain an expertise 
aspect made up of a weighted arrangement of the documents within it and 
will be updated dynamically to represent the current contents of the 



resource. 



A further feature of the profile generated for each human resource is that 
when a human resource is made a member of a group (e.g. when a new 
human resource profile is created, or a human resource changes job 
description) that human resource's profile inherits the subjective profile 
information from the group being joined. Whenever the group profile is 
modified, then the inherited information is modified immediately. In this 
way a human resource profile continually and dynamically inherits profile 
information from all groups of which they are a member. The inverse 
process occurs when a human resource is removed from a group. 

A group profile can be updated continually to reflect the current profile 
information of all its members. The profiles of all the human resources, 
and the existing group profile can be combined to form a new profile for 
the group. In this way, a human resource joining a group can inherit the 
most up-to-date representation of the group interest and expertise. 

With the initial profiles created, the profiles are used and referred to by the 
system to allow efficient and effective directing of information requests, if 
that information source is accessed. 

For example, for an information request the subjective human resource 
profile aspects are referred to so that the expertise aspect of the profile of 
any resource is used primarily to attract requests to the most relevant human 
resource to answer same. 

Alternately, or in addition, for an information request the subjective profile 
aspects are referred to in that the interest indicator in the profile is used to 
attract requests to the most relevant human resource to answer same. 
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The subjective profile aspects are used to influence and supplement the 
basis profiles. For example a profile may include wealth and costs aspects 
such that the wealth of a human resource is used in conjunction with the 
cost of an expert or other resource to balance the amount of cost a human 
resource is willing to incur in having a request answered. Group 
Membership can be used to preferentially route a question from a specific 
human resource (based upon the human resource's memberships) to a 
specific group of human resources. In another example, it is used to 
determine those human resources who should preferentially receive, for 
example, an incoming news-feed article. Security can be used to determine 
whether a human resource can obtain answers from certain databases. 

The system therefore performs a weighted combination of the degrees of 
match between the source and the potential destinations of a message based 
upon each aspect of the profiles involved. It is the combination that 
generates a final degree of routing match. That match is then used to send 
the message to the most appropriate destination or destinations. 

The system can integrate "hard" and "soft" rules, when combining the 
various profiles for routing. This allows one aspect to selectively override 
another. For example, even if a human resource has the higher level of 
Interest match to an object, the overall routing match will be zero if the 
Security aspect of the human resource's profile is not sufficient for him to 
be allowed access to the resource. 

A further combination of soft and hard rules might temporarily disable the 
effect of Security for routing if the degree of expertise/interest match is 
high enough. Under this scenario, the human resource would be told that a 
certain resource is ideally matched to their question, but the basic security 
mechanisms of the system would prevent access to the resource. The 
human resource would then be in a position of knowing that a potential 
answer exists and of being able to seek an explicit security clearance for the 
document in question. 
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The system can be set to balance, so far as possible, the workload across a 
group of human resources. The current workload of a potential expert 
human resource is incorporated into the routing match such that the higher 
the workload, the lower any routing match will be. This means that even 
though an expert human resource achieves a high expertise match, if his 
workload :s significantly higher than that of another expert human resource 
whose expertise match is lower, then the question will be sent to the less 
"overworked" expert. This decision is made in a manner that attempts to 
mimnnse (or keep to an acceptable minimum) the disparity of workloads 
across a group of human resources. In this way, the system can balance the 
workloads of a group or multiple groups of experts. 

The use of "soft and hard" rules means that the profile system can be 
adaptive such that, for example, a soft rule such as work load balancing can 
be over-ridden by another soft rule such as a particularly high 
expertise/interest match. 

The system can indicate to a human resource those documents, areas or 
aspects of a profile that most contributed to a particular routing decision 
In tlus way a human resource is supported in editing a profile when they 
believe that the system is making inappropriate decisions. 

Specific embodiment of the invention will now be described with reference 
to the accompanying Figures wherein; 

Figure 1 relates to one embodiment the process followed when a request is 
made of the system of the invention; 

Figure 2 relates to one embodiment of the process followed by the Advisor 
or Human resource or resources when the request for information is 
received; and 

Figure 3 illustrates the router process in one embodiment of the invention 
which is followed to deal with the request and response provided. 
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Referring to Figure 1 it is shown how the request is specified by the user at 
2 and the information library 4 which typically comprises a number of 
information sources is searched If the requested information is found then 
the asker or request process stops. If no information is found but some of 
the documents returned are of relevance, the documents are added 6 as a 
refinement to the search request 2 and the search of the information library 
6 repeated. If however none of the documents are of relevance the first time 
or the repeated search is not successful, the request is sent to one or a 
number of human resources or advisors 8 and an answer is received at 
which stage the asker or request process stops 10. 

Figure 2 illustrates in greater detail the process followed by the human 
resource when they have received a request for information. Bearing in 
mind that the advisor has been sent the request on the basis of an analysis of 
their human resource profile indicating that the request is of relevance to 
them, the first question is whether the advisor is willing to answer, if the 
answer is yes then answer is supplied 12, but, if not, the advisor is asked 14 
whether they can refer the question to another advisor who is able to answer 
the question. If the answer is no then that advisor is entered as having 
rejected the question 16,. If the answer is yes then the request is addressed 
to the further advisor 18. 

Figure 3 illustrates the process followed intermediate the user making the 
request and the human resource advisor who is answering. When a request 
is made, and the information to answer the same is not direcdy available 
from the information library, the first stage of the process is to identify, with 
reference to the human resource profiles, the human resource or resources 
to whom the request should be sent 20. If it is determined that enough 
resource advisors have been selected 22 then the request is sent to each 
selected advisor. If the answer is no, additional advisors can be selected 
before the question is sent If the advice received is sufficient for the request 
then the process stops and the advice is forwarded to the user. If insufficient 
advice is provided then the number of human resource advisors who have 
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accepted the request is analysed 24. If a sufficient number have accepted the 
question then the question of whether enough time has been allowed for the 
response is raised. If insufficient time has been allowed the process can wait 
26 for a further time before readdressing whether sufficient advice has been 
recexved. If sufficient time has been allowed for a response and/or not 
enough advisors accepted the question at stage 24, the process returns the 
request to step 22 in the process to allow the request to be reprocessed. 

There now follows an example of the development and use of an extremely 
simplified system broadly in line with the processes of Figures 1-3 in 
practice. 

A system according to the invention is to be developed in a small company 
specialising in electronic hardware comprising a managing director a 
financial director and a technical director and two support staff A and B 
The managing director is acknowledged as starting the company and 
originally had an idea for a product on the basis of which the company was 
started. That product demand has now declined and the company is 
developing new products which the Managing Director understands and 
spends time marketing to potential customers, but is not involved in the 
actual development 

The financial director is not technically minded but does keep tight control 
on expenditure, debtors and the like and also controls the purchasing of all 

incoming goods. 

The technical director is relatively new to the company and has been 
brought in to help develop the new products and works with the support 
staff to do so and arranges for the external manufacture of components for 
the products. The Technical Director is particularly busy during the 
development stage. 

The support staff A and B are experts in electronics and mechanical 

engineering respectively. 
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Thus to create a system in this company, all of the members are users and 
treated as human resources and each are provided with a profile. An 
information library is created and includes a number of information sources, 
one of which is an electronic database which is accessible via the networked 
computer terminals of each member of staff and which includes the human 
resource profiles.. The information library can be represented to be readable 
by a processor which processes the queries input by the users via their 
computer terminals and then address the information library. 

If, for example, we take support staff A who is skilled in electronics but 
wants to know details of a particular electronic component which is 
manufactured for them, he would input the appropriate query using key 
words on his computer terminal. The processor reads the query and 
addresses the information library. As the answer is not already stored it 
addresses the human resource profiles and identifies that the Technical 
Director who deals with the component manufacturers is the best suited 
expert. He is then sent the question at his e-mail address and instructed to 
answer. With the answer provided, it is sent to Support staff A. However 
support staff A has a further query relating to this and raises a further query. 
This further query is again processed and sent to the same expert who can 
then provide the further information. At this stage Support staff B has been 
told that this same component has to be incorporated into a casing and 
wants to know if there are any special requirements for the same. He raises 
the question via his terminal and the request is processed with reference to 
the information library. In the first instance the system will retrieve the two 
answers previously given to Support Staff A and send these to him so that 
no expert is directly contacted. He then has a further query with regard to 
the size of the component which has not been answered and he enters this 
into the system and as it is not on record, the human resource profiles are 
analysed. However in this case rather than the Technical Director alone 
being contacted, Support staff A may also be contacted for an answer as the 
dynamic nature of the system has ensured that, by raising the earlier queries 
and receiving answers, the profile of Support Staff A has been updated and 
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he is now deemed to be an appropriate person to contact especially as the 
Technical Director is indicated as being particularly busy and may therefore 
have a longer response time at that instant 

Thus this example illustrates the manner in which the system operates and it 
will be easily appreciated how particular questions are directed to a particular 
expert or experts with regard to their profile. The system is utilised using 
computer hardware and software which allows the probability analysis of 
information and it is the dynamism and continued adaptation of the system 
through use of the same which provides the advances as set out. 

The information sources which can be accessed will typically be in order a 
system database which includes details of answers and dialogue which has 
previously accrued, and which is analysed to ascertain whether it can be 
reused, internet and internet newsgroups to ascertain whether the 
information can be obtained for these and, if not, the information system 
human resource profile source which will allow the most appropriate human 
resource experts in the field to which the question relates to be identified 
and the question directed to them, if available, for their personal response. 

There is therefore provided a system which is adaptive and allows, relevance 
feedback during searching, automatic adaptation of scheduled searching and 
news-feed filtering based upon implicit and explicit user satisfaction- 
automatic adaptation of all aspects of human resources' profiles based upon 
behaviour; expert performance ratings based upon questioner satisfaction- 
routing of questions influenced by automatically and manually set profile 
aspects such as quality of experts/resources used and the costs involved- 
escalation routing based upon predefined structures/ groups/seniority and 
recent success. 
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Claims. 

1 An electronic system for the provision of information to a user, 
comprising ; 

an information library having a plurality of information sources, at least one 
of said sources comprising stored information ; 

a computer linked connection to said library by which a request for 
information can be made by a user by generating a request; 

a processor for processing the request, analysing the same to identify the 
request and address the request to the information source or sources in the 
library and identify and return information to the user; 

and wherein the information library includes at least one link to a human 
resource to which the request can be passed. 

2. An electronic system according to claim 1 wherein the information 
returned to the user is any, or any combination, of information stored in the 
library memory and/or links to sources to be contacted 

3. An electronic system according to claim 1 wherein at least one of the 
library information sources comprises a series of human resource profiles. 

4. An electronic system according to claim 3 wherein the human resource 
profiles include a profile of at least one of the users of the system. 

5. An information system, said system accessible by at least one user by 
inputting an information request; said system including at least one 
information source comprising a database of human resource profiles, each 
of said profiles selectable with respect to the information request 
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6. An information system according to claim 5 wherein the human resource 
profile is selected with respect to the relevance of the expertise and/or 
interest of the profile to the subject matter of the request 

7An information system according to claim 5 wherein the information 
system includes an information library that includes any or any combination 

of further information sources. 

8 An information system according to claim 7 wherein the information 
system includes an information source comprising dialogues resulting from 
previously submitted information requests and/or information 

independently entered. 

9. An information system according to claim 5 wherein the information 
request comprises any, or any combination of, a series of key words, letters 
phrases and/or series of characters which are identifiable by the system. 

10 An information system according to claim 5 wherein the information 
request comprises any of the information system contents. 

11. An information system according to claim 5 wherein the human 
resource profiles are assessed as to whether they should be altered. 

12. An information system according to claim 11 wherein, in use of the 
system human resource profiles are adaptive in response to requests for 
information, and information supplied via the system. 

13. An information system according to claim 5 wherein a human resource 
profile can be created from any, or any combination, of; another human 
resource profile, multiple human resource profiles; other information library 
sources or information sources external to the system. 

14. An information system according to claim 5 wherein, prior to an 
informanon request being transmitted to another human resource of the 
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system for their attention, the information sources known to the system are 
accessed to assess whether the answer to the request can be derived from 
the same without the need to make a specific request to another human 
resource. 

15. An information system according to claim 14 wherein if an information 
request cannot be answered with reference to known information sources, 
the request is transmitted to at least one human resource of the system for 
their responses. 

16. An information system according to claim 13 wherein when an 
information request is raised, the processor of the system analyses the query, 
analyses the information sources to weight the same with respect to the 
relevance of the same to the subject matter of the request. 

17. An information system according to any of claim 5-16 wherein the 
human resource profile includes scalar value components. 

18. An information system according to claim 17 wherein the scalar value 
components can include any or any combination of availability of the 
resource; cost of the resource; workload of the resource, seniority of the 
resource, security level of the resource and/or performance of the resource 
in answering requests. 

19. An information system according to any of the preceding claims wherein 
the satisfaction level of the performance of the human resource or resources 
in answering previous requests is a factor of the profile for the human 
resource or resources. 

20 . An information system according to any of the preceding claims 
wherein the users of the system can be on the basis of a system 
administrator, a human resource with a profile and/or a guest with no or a 
zero profile. 
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21jVn mfoimari <>A system according to any of the preceding claims wherein 
each of the human resource profiles is allocated with a credit value and in 
order for an information request to be directed to and answered by a 
particular human resource profile the user must have sufficient credits to 
match the value of that human resource profile. 

22. An information system according to claim 21 wherein the user may set a 
credit value limit to an information request to prevent the request being sent 
to human resource profiles which have credit ratings that fall outwith the 
limits set. 

23. An information system according to any of the preceding claims wherein 
the human resource profile includes aspects relating to the resource's 
expertise and interests. 

24. An information system according to any of the preceding claims wherein 
the human resource profile aspects include a series of areas, each area 
relating to specific subject matter. 
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